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DETAILED ACTION 

Introduction 

1 . The following is a non-final office action in response to the communications 
received on February 14, 2002. Claims 1-28 are now pending in this application. 

Claim Rejections - 35 USC §112 

2. The following is a quotation of the second paragraph of 35 U.S.C. 112: 

The specification shall conclude with one or more claims particularly pointing out and distinctly 
claiming the subject matter which the applicant regards as his invention. 

3. Claim 6 is rejected under 35 U.S.C. 112, second paragraph, as being indefinite 
for failing to particularly point out and distinctly claim the subject matter which applicant 
regards as the invention. Claim 6 recites the limitation "the cache memory" and "this 
list" in claim 1. There is insufficient antecedent basis for this limitation in the claim. 

Claim Rejections - 35 USC § 103 

4. The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

5. Claims 1-28 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Northcutt et al. (U.S. Patent Publication No. 20030126001). 

As per claim 1 , Northcutt et al. teach: 

A method for displaying a list of service requests from multiple service request 
systems on a single display comprising the steps of: 
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receiving a service inquiry at a service manager location (see 65; where a work 
management person receives a service request.); 

formulating and sending a service request status message to a plurality of 
persons from the service manager (see ffll 50-51, 54-56, 60-62, and 65-67; where a 
status code is created or updated for a service request. The status of a service 
request is sent to the appropriate persons.); 

receiving and merging responses to the service request status message from 
service ticketing systems into a single list of responses (see U 72 and figure 17; 
where a summary of all of the service requests analysis and status are received and 
viewed.); 

sorting the tickets in the response list by predetermined parameters and 
generating a sorted ticket request list (see U 59 and figures 23-24; where the tickets 
are displayed in a list with several parameters presented. A user can sort the lists b 
clicking on one of the field headers.); and 

displaying the sorted ticket request list containing ticket request from multiple 
ticket request systems (see H 59 and figures 23-24; where the tickets are displayed 
in a list with several parameters presented. A user can sort the lists b clicking on 
one of the field headers.). 

Northcutt et al. fail to explicitly teach sending service requests status to a plurality 
of service ticketing systems. A plurality of service ticketing systems is defined as a 
plurality of interfaces to retrieve ticket request information (see Specification pages 11- 
12). Northcutt et al. teach a plurality of interfaces that can be used to retrieve, view, 
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modify or edit service requests (see 53-55 and 59-63; where a plurality of interfaces 
available to users is described. Each interfaces enables different types of users to 
access information in a format most appropriate for their role.). Furthermore, Northcutt 
et al. teach sending service requests status (see fflj 65-67; where upon submission of a 
service request, the service request is sent to a service request manager via email. The 
IT person responsible can update any of the submitted fields, including the service 
request status.). Thus, Northcutt et al. disclose sending service requests status and a 
plurality of interfaces (i.e. a plurality of service ticketing systems). The advantage of 
sending service requests status to a plurality of service ticketing systems is that it 
enables users to view updated data and changes made to data. It would have been 
obvious, at the time of the invention, to one of ordinary skill in the art to incorporate the 
feature of sending service request status to a plurality of service ticketing systems in 
order to enable users to view updated data and changes made to service request data, 
which is a goal of Northcutt et al. (see ffij 5-6). 
As per claim 2, Northcutt et al. teach: 

The method as described in claim 1 further comprising the step of converting the 
service status request message to a format for each particular ticketing system (see 
U 52; where service requests are placed into an XML or HTML format for each 
interface used by the users.). 

As per claim 3, Northcutt et al. teach: 

The method as described in claim 1 further comprising the step of converting the 
responses from the plurality of ticketing systems into a common format for receipt 
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and processing by the service manager (see U 52; where service requests are 
placed into an XML or HTML format for each interface used by the users, including 
the service manager.). 

As per claims 4, Northcutt et al. fail to teach the "sorted list is stored in cache 
memory". It is old and well-known in the art to store temporary data in cache memory. 
The advantage of storing sorted lists in cache memory is that it enables users to sort the 
same data in multiple ways. It would have been obvious, at the time of the invention, to 
one of ordinary skill in the art to store sorted lists in cache memory in order to allow 
users to sort the same data in multiple ways, which is a goal of Northcutt et al. (see U 6). 
As per claim 5, Northcutt et al. teach: 

The method as described in claim 1 wherein said sorting step further comprises 
creating multiple sorted lists (see 6; where users can generate reports that sort 
data in multiple ways.). 

Claim 5 further recites limitations already addressed by the rejection of claim 4; 
therefore the same rejection applies to this claim. 

As per claim 6, Northcutt et al. fail to teach the steps of "creating an integer 
array", "comparing tickets in a one-to-one format using pre-determined parameters", 
"directing the next free pointer in the array to the next ticket in the order as a result of 
the comparison", and "storing this list in the cache memory". It is old and well-known in 
the art to create an integer array, compare pre-determined parameters of input data, 
and sort the data based on the comparison of pre-determined parameters. The 
advantage of completing these steps is that it allows for the sorting of data based on 
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any of the available pre-determined parameters. It would have been obvious, at the 
time of the invention, to one of ordinary skill in the art to incorporate the steps to create 
an integer array, compare pre-determined parameters of input data, and sort the data 
based on the comparison to the sorting feature of the Northcutt et al system in order to 
allow for the sorting of data based on any of the available pre-determined parameters, 
which is a goal of Northcutt et al. (see If 6). 

Claim 6 further recites the limitation of "storing this list in the cache memory" 
which is addressed by the rejection of claim 4; therefore the same rejection applies to 
this claim. 

As per claim 7, Northcutt et al. teach: 

The method as descried in claim 1 wherein said sorting step further comprises: 

determining whether a sort map exist for a service ticket list (see U 59 and figures 
23-24; where pre-defined reports are available to users to display service request 
data. A report maps corresponding database fields to report fields when generating 
a report. Therefore, a pre-defined report is the same as a sort map.); and 

displaying sorted tickets based on a sort from a preexisting sort map (see U 59 
and figures 23-24; where pre-defined reports are displayed to the users.). 

As per claim 8, Northcutt et al. teach: 

The method as described in claim 1 wherein said sorting step further comprises: 
determining whether a sort map exist for a service ticket list (see U 59 and figures 
23-24; where pre-defined reports are available to users to display service request 
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data. A report maps corresponding database fields to report fields when generating 
a report. Therefore, a pre-defined report is the same as a sort map.); and 

creating a sort map when there is a determination that no sort map exist (see U 
59; where users can manipulate existing reports to create a desired report. 
Manipulating an existing report is the same as creating a sort map.). 

As per claim 9, Northcutt et al. teach: 

The method as described in claim 1 further comprising the step of: 

determining the elapsed time since the last inquiry by a particular service 
technician (see 60-63; where a report can be generated based on the status of a 
service ticket assigned to him.); and 

resetting the ticket lists in the cache, if a predetermined time period has expired 
(see 60-63; where a user can modify a displayed report or generate a new report. 
The modification or generation of a new report re-queries the database for and pulls 
new data in to the cache as described by the rejection of claim 4.). 

As per claim 10, Northcutt et al. teach: 

The method as described in claim 9 wherein said resetting step comprises 
retrieving additional tickets for the ticketing systems (see 60-63; where a user can 
modify a displayed report or generate a new report. The modification or generation 
of a new report re-queries the database for and pulls new data in to the cache as 
described by the rejection of claim 4.). 

As per claim 1 1 , Northcutt et al. teach: 
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A method for displaying a list of service requests from multiple service request 
systems on a single display comprising the steps of: 

determining whether a list of tickets currently exist for an inquiring service 
technician (see 61; where a report can be generated based on the assigned IT 
personnel.); 

sorting the tickets in the response list by pre-determined parameters and 
generating a sorted ticket request list (see fflj 59-60; where users can sort based on 
any of the pre-determined parameters.); and 

displaying the sorted ticket request list containing ticket request from multiple 
ticket request systems (see 59-61 and figures 23-24; where the sorted lists are 
displayed.). 

Claim 1 1 further recites limitations already addressed by the rejection of claim 1 ; 
therefore the same rejection applies to this claim. 

Claims 12 and 13 recite limitations already addressed by the rejections of claims 
6 and 8; therefore the same rejections apply to the these claims. 

Claims 14-28 recite limitations already addressed by the rejections of claims 1-13 
and further recite a computer program product and a system which are taught by 
Northcutt et al. (see fflj 51-53 and figure 2; where a system is taught. The system 
further has a workflow management system which is a computer program product.); 
therefore the same rejections of claims 1-13 apply to claims 14-28 as well. 

Conclusion 
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6. The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. The following are pertinent to the current invention, though not 
relied upon: 

McPartlan et al. (U.S. Patent No. 6850613) teaches a method and apparatus for 
performing customer service request allocations based upon real-time data and forecast 
data, calculates estimated handling resources for each of the transaction processing 
systems based upon actual handling resources and scheduled handling resources. 

Toyouchi et al. (U.S. Patent No. 6847988) teaches a service providing system, a 
plurality of information acquiring computers for acquiring informations are connected via 
a network to a plurality of information providing computers for providing information. 

Schwatz et al. (U.S. Patent No. 6813278) teaches a process for submitting a 
service request in a local service management system. 

Storch et al. (U.S. Patent No. 5920846) teaches an integrated system and 
method is provided for processing a service request for installation, maintenance or 
repair of a local loop maintained by a telecommunications company and providing 
locally switched service to a customer premise. 

Chen et al. (Chen, Graham; Kong, Qinzheng; Etheridge, Jaon; Foster, Paul; 
Integrated TMN Service Management", Journal of Network and Systems Management, 
December 1, 1999, pp. 469-493) teaches service deployment and management in the 
global telecommunications industry. 
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Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Kalyan K. Deshpande whose telephone number is (571) 
272-5880. The examiner can normally be reached on M-F 8am-5pm. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Tariq Hafiz can be reached on (571) 272-6729. The fax phone number for 
the organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 
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